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Introduction

This document outlines the troubleshooting process for the PCU Customer Advantage and aims to help the
user to troubleshoot the Customer Advantage portal.

Troubleshooting

A. Login Issues

1. When Il try login, | cannot get to the website.

Ans. The URL has changed for Customer Advantage, if you have saved it in your favorites, then
please update it from the PCU website main page.

Proceed to PCU home page - http://www.pinellascounty.org/utilities/

Click on the icon for Utilities MyeAccount to procced to the new PCU Customer Advantage link.

& Pinellas County Florida - Utilities X | =+

€& > C O Notsecure | pinellascounty.org/utilities/
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http://www.pinellascounty.org/utilities/

You will be taken to the Customer Advantage website login page. The URL can also be accessed
directly from https://myaccount.pinellas.org.

UTILITIES

Pmellas%
(ount
User ID

Password

LOG IN

Forgot User ID or Password?

& Meed a profile? Sign up

Help
Live Chat
Contact Us
Privacy Policy

Terms & Conditions/Legal Motice

| am unable to access my account, | have forgotten my password

Ans.You can reset your passwdcPadsWwgrdbdi cknkgl ooatae b
LOG IN button.

Pinellas
(ounty
UTILITIES
User D

Password

LOGIN

Forgot User ID 0

& Need a profile? Sign up.

Enter the valid credentials and click submit.
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Forgot your Password?

Enter the following information and we'll send you
an email with your new password instructions

User ID

Email Address

Verification Code

‘FHRISN

After submitting the details, you will be receiving an email message from PCU Customer Service
pcucustomercare@utilitiesbp.com> with a link to reset your password.

Forgotten Pinellas County Utilities Password

Jan-20 10:36 AN

Plnellas\

Thank you for using our Online Customer Carel

e pCU Custcrnnr Service <pcucustomercare@utilitiesbp.com=

Click here to reset your password.

Cordially,

Pinelias County Utilities
Customer Care

Click on 6 h e r resiet yauopassword. Enter a new valid password, the password must be 8-15
characters, with at least one: lowercase letter, uppercase letters, and number.

It may also include the following characters: !.#%&* (e.g. Earth123 or Earth!123).
Click6 Res et P and gow passivord will be updated.


mailto:pcucustomercare@utilitiesbp.com

3.

Pinellas
(ounty

UTILITIES

Reset your Password

New Password

Must be 8 to 15 characters with at least one:
lowercase |efter, uppercase lefters, and number.
May also include the following characters: | #3058

Confirm Password

RESET PASSWORD

€ Return to account login

| did not receive any e-mail from Pinellas County Utilities containing a reset link

Ans. Be sure to check your Junk E-mail or Spam boxes. If no e-mail is received, please contact
Pinellas County Utilities Customer Service at 727-464-4000.

| have forgotten my password and my e-mail does not match the e-mail on record. | am
unable to generate a new password

Ans. If the e-mail on record does not match, please contact Pinellas County Utilities Customer
Service at 727-464-4000 and have them update your correct e-mail address and then try again to
reset your password for your Customer Advantage account.

| have forgotten my login User ID

Ans. If you have forgotten your login User ID, you can submit a request through Customer
Advantage. The User ID will be sent to you on your registered e-mail address by clicking on the
forgot MfAUser beldviahe LOGriNbuttomc at e d



UTILITIES

User D

Password

LOG IN

ForgofUser I0Jor Password?

& Need a profile? Sign up

Enter the valid credentials and click submit.

Pinellas
(oun’rq%

UTILITIES

Forgot your User ID?

Enter your email address and we'll send you an
email with your User ID

Email Address

Verification Code

AN @G-
-
SUBMIT

4 Return to account login

After youbve submitt e d andmail messagafioh BCU Cystomer wi | | recei\
Service pcucustomercare@utilitiesbp.com> with your User ID.

Forgotten Pinellas County Utilities User 1D

e PCUC

Pinellasg%
(ounty

Thank you for using our Online Customer Care!

rvice <pcucustomercare@utilitiesbp.com:>

Your User ID is:

Cordially,

Pinellas County Utilities
Customer Care


mailto:pcucustomercare@utilitiesbp.com

B. Visibility Issue

6. | cannot see the Usage History Graph, Account Preference and Additional Link Box on the
Account Summary screen.

Ans. Try to access the site in a different browser (Chrome, Edge, FireFox). If you continue to
have issues, contact Pinellas County Utilities Customer Service at 727-464-4000 and report the
issue you are encountering.

C. Bill Issues

7. Where can | see my current bill?

Ans. The current bill can be viewed in 3 places in Customer Advantage:

a. You can view your cur rViewCurrdnibill®buttonyunderithe Bilkngng on t he
Summary section located on the Account Summary page.

Pinellas
e \ Account Summary
Pinellas County Utilities / My Account / Account Summary

& MY ACCOUNT Account Details
Customer Name

o Emall Address

Biling & Usage Mailing Address

Phone Number
Payments

Update My Info

Billing Summary
Service Requests

Pravious Balance (billed on ) nla
Log Out
~ Last Payment Received (n/a) n'a
fwvwe
Total Amount Due* (due ) ($21.92) *Recent parpments may nof be refiected n e Acccunt Surmmary ksted above

A late payment foe will be charged on balances owed greater than $5 which are not posted by the "Due

Date” on the bill The late payment fee will be 10% of the charges due with a minimum of S100up o a
om being assessed, payment must be

maximum of $500.00. Payment in the mai
postad to your account by the due date on the bil

will not prevent this fea &

b. The bill can also be viewed by clicking a specificc ol umn mont h in the 6Compar
graph on the Account Summary page.



Compare Your Usage

0.12

Thousand Gallons
(=]
(=]
=1

W Current Period

c. The ©bi

Jan
2020

[CIMonthly usage in (Thousand Gallons): 0.109

Jan
2020

Read Date

Service: Water

can al SBillinglHe s v i@k @eRlling &UsagenHistory page) by

clicking the most recent bill date.

UTILITIES

& MY ACCOUNT

Account Summary

Billing & Usage

Billing & Usage Histary
Paperess Biling

View Bill Inserts

Payments

Upclate My Info

Service Requests

Log Oul

fw@

Billing & Usage History

Pinellas County Utilties / My Account / Biling & Usage Histery

Account Details
‘Customer Name Selected -

Account
Email Address
Service Address
Mailing Address
Phone Number Account Status
Billing & Usage History
Billing History Usage History
Bill Date Amount Invoice Numibser
£360.52 050000000061
5253 88 050000000060

PRINTER FRIENDLY J DOWNLOAD SPREADSHEET

8. How do | print the bill from Customer Advantage?

Ans.Fr om

t he

Il ef t mRlimg& Usggedand select @illing &Wsagé Historyd From

the Billing History tab click on the Bill Date which you want to print, the bill will be opened in a

new window.



SERVICE ADDRESS
HURRICANE EVACUATION
LEVEL AS SHOWN BY

UTILITY RECORDS

C

For evacuation level questions,
call 727-464-3800 or go to
www.pinellascounty.orglemergency

4000
| STATEMENT DATE
I N2IPR0
Sel ect your

p Print t te 0.

Print

Pages

Celor

More settings

1 sheet of paper

Destination & Microsoft XPS Decum

Al

Golor

pmidntc!l i ck

9. How many previous bills can | view? Ans. You can view the last 24 periodic bills in

Customer Advantage.

Pinelrlla}ag%

UTILITIES

Pinellas County Uiltias / My Account / Biling & Usage Histary

MY ACCOUNT

Account Summary

Biling & Usage

Billing & Usage History
Paperiess Biling

View Bill Inseris

[—

Update My Info

Service Requests

Log Oul

fw o

Account Details
Customer Name
Email Address
Mailing Address

Phone Number

Billing & Usage History
Billing History Usage

Bill Date

127242019

Histary

Billing & Usage History

Selected
Account

Service Address

Azeount Status

Amount
38052

525388

BRINTESR ERIENDLY

. My current bill is not displayed in the billing history list.

Invoice Number
050000000061

050000000060

DOWNLOAD SPREADSHEET
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Ans. If you have received your current bill in the mail and it is not displayed in the list, please
contact Pinellas County Utilities Customer Service at 727-464-4000 and report the issue

11. Can | pay my bi-monthly bill from Customer Advantage website?

Ans. The bill can be paid from two places in Customer Advantage:

a. Bills can be paid from the Customer Advantage website by clicking onthe Ma k e A
button under Billing Summary section located on the Account Summary page.

p('ﬂﬁ'r'ﬁf;\& Account Summary

umiL
Pinaltas County Utilities / My Account f Account Summary

& MYACCOUNT Account Details
Customer Name
Account Sumnary Email Address
Biling & Usage Mailing Address
Phone Number
Payments

Update My Info

Billing Summary
Service Requests

Log Out

fw®

Total Amount Due® (due ) ($21.92) *Recent paymants may N0t be fefected in he Account Surmmary Esled above
I MAKE A PAYMENT
23 owed ¢ 5 which arg o by the Due
e

assessed, payment must be

VIEW CURRENT B

your account by the due date on the bil

Payment 6

b. You can also pay using the One-time credit card payment on the Quick Links box at the bottom

of the Account Summary screen.

Quick Links

Contact Us Frequently Asked Questions
Back of Invoice I One Time Credit Card Payment |
Bill Inserts Reccurring Paymentis

12. | cannot see the payment | just made in the payment history list

13.

Ans. A credit card payment is updated immediately, as soon as the payment is made. A checking
account payment can take two to three days to post. Please check if the payment has been debited
to your credit card or bank account. If it is not posted to the Utility account, report this to Pinellas

County Utilities Customer Service at 727-464-4000.

Where can | see my last payment/where can | see my payment history?

Ans. You can view the last payment made under the Billing Summary section located on the
Account Summary page.

11



Billing Summary

Previous Balance (billed on Jan 16, 2020) $225.31
Last Payment Received ( Jan 13, 2020) 37174
Total Amount Due™ (due Feb 13, 2020) $225.31

*Recent payments may not be reflected in the Account Summary listed above.

VIEW CURRENT BILL ] MAKE A PAYMENT

A late payment fee will be charged on balances owed greater than $5 which are not posted by
the "Due Date" an the bill. The late payment fee will be 10% of the charges due with a minimum
of $1.00 up to a maximum of $500.00. Payment in the mail will not prevent this fee from being
assessed; payment must be posted to your account by the due date on the hill.

You can view payments made on the account in the last 12 months. From the left menu option
select d?ayments then select d?ayment History&to view payment history details.

UTiL

P&gﬁ'{'}%\ Payment History

Pinelias County Utiliies / My Account / Payment History

& MY ACCOUNT Account Details
Customer Name Selected
mm, Account
ACCOM Sy Email Address
Service Address
Billing & Usage Mailing Address
Phone Number Account Status
Payments
Payment History
AutoPay Payment History
Update My Info Current Account Balance: $531.90
Payment Date Amount Payment Description
Service Requests
12.27.2019 $200.00 Payment
11-14-2019 $80.00 Payment
11.14.2019 $80.00 Payment

PRINTER FRIENDLY | DOWNLOAD SPREADSHEET

14. Can | enroll for paperless bill through Customer Advantage?

Ans. Yes, from the left menu option select6 Bi | | i n gthe®R6 Pa p g e 16 e spsionB®irehchi n g 6
the Paperless Billing Options page to sign up.

12



& LOG OUT 'RBURNSOT of CUSTOMER CONTACT CENTER: 7274644000 &2 LIVE CHAT O coNtact
Plnckss Paperless Billing Opti
Counhy aperless Billing Options
urilimes
PFinel Utilitias ! My Account | Paperless Billing Options.
& MY ACCOUNT Account Details
Customer Name Selected Account
Email Address Service Address
Mailing Address Account Status
Phone Number
Biling & Usane History
Paperess Biling
View B inserts
Paperless Billing Options (for account 100122137784)
Payments
" Billing Options.
Update My Info
EEEA Paperess billing allows you to recaive an emal notification when your bill is ready 10 be viewad and paid online.
Service Requests
Email Address
Log Out
Current Option Paper Billng
f¥0
Billing Option Paparless Billng with Email Notification ® Paper Bill

There is also a short cut on the Account Summary page under the My Preferences section where
youcanc | i c IChahghoénk for Billing Options.

My Preferences

Billing Options
Payment Options

Paper
AutoPay

Change

You will then get redirected to the Paperless Billing Options page. Select the radio button for
Paperless Billing with Email notification and click Submit.

Paperless Billing Cptions (for account

Billing Optians

Papariess biling allows you 1o receive an email notification when your bl is ready to be viewsd and paid onling

Emsil Address
Current Opticn

Paper Biling

Billing Oiption

DF‘.Ip-o'Iu'.s Billing with Enaall Noiication '® Paper Bil

| am unable to select the Paperless Bill option in Customer Advantage

Ans. Please contact Pinellas County Utilities Customer Service at 727-464-4000 and report the
issue and they will update you once the issue is resolved.

D. My Information Update

15. Can | update my address and phone number from Customer Advantage?

Ans. Yes from the left menu option select 6 Up d at e amyselécndflyoCio nt act |

Provide alll

the required

details and cl

n f

o
ck oUp

13
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Tl

pém;\ My Contact Information

Pinefas County Utistes / My Account / My Contact Informason
& MY ACCOUNT Account Details
Customar Name Selected Accownt
" Email Address Service Address
Biling & Usage Mailing Address Account Status
Phone Number

Payments

Update My info
My Contact Information (for account
My Cantact Informsation

Mailing Address
Profee laformation

Add Account Please cootact PCU Customer Contact Center at 7 464.4000 1o update your maling address Sor regions outside of the Un#ec States or Canada
Remove Account Country USA
Service Requests Address Type * Physical © PO Box
Unit Number

House Number *

Address

ZipPostal Code *

Telephone Numbers Information

Phane Number
Extension

Mobile Number

Once updated, you will see a message on the screen advising this has been updated.
An email notification will also be sent out to inform you that the update has been processed.

16. Can | update my e-mail address online?

Ans. Yes, you can update your e-mail address online. From the left menu option select dJpdate
my Info6 an d dsredfeiclte | Bnteoyoumreew é-roail d@ddress and click update.



P'"e“dsgg Profile Information

UTILITIES

Pinellas County Utilities / My Account / Profile Information

= MY ACCOUNT Account Details
Customer Name Selected
3 Account
e . Email Address
Service Address
Biling & Usage Mailing Address

Account Status
Payments Phone Number

Update My info

My Contact Information Profile Information

Profie Information Account Preferences {for account

Add Account Select one of your accounts as your favoriie It will automatically display when you log in. Manage multiple acceunts by linking

ihem here. You can remove an account by unlnking it here
Remove Account

Account Nickname

Service Requests

ke this my Primary account

Profile Email Address

Current Email
Address

New Email
Address”

Confirm Email
Address ”

Note: This emai address will be used for managing your Web Seif.Serve Profie Email. This email address vill be usad if you
selact the option to recaive eBdl Notifications or Reminders

UPDATE

Once updated, you will see a message on the screen advising this has been updated.

17. 1 am trying to update my contact information, but when | click submit nothing happens

Ans. Please contact Pinellas County Utilities Customer Service at 727-464-4000 and report this
issue and they will update you once the issue is resolved.

E. Multiple Contract Account

18. Can | have multiple accounts in the existing User ID?

Ans. Yes, you can enroll multiple accounts in the same User ID. From the left menu option select
&Jpdate my Infoband sAdHdct®Acodount d

15



Enter the Account Number and Last Name you want to add in the fields provided and click Add

Account.

Select the checkbox if you want to make this the default account.

You can also provide a nickname for the account.

Pinellas
(ount

UTILITIES

& MY ACCOUNT

Account Summary

Billng & Usage

Paymenls

Update My Info

My Contact Information
Profie Information
Add Accounl

Remove Account

Service Requests

Log Out

fw B

Add Account

Fingllas County Uitikbes [ My Account | Add Account

Account Details

Customer Name
Email Address

Mailing Address

Phone Number

Add Account

Pleass enter the details requested below.

Salected
Account

Service Address

Account Status

Account Number *

Last
Mame/Company
Name "

Account
Nickname

Make thés my prmary account

ADD ACCOUNT

If the system will not allow you to add the account, please contact Pinellas County Utilities Customer
Service at 727-464-4000 and report the issue.

19. Can | remove an account already registered on the same User ID?

Ans. Yes, you can remove the account already registered on the same User ID. From the left menu
option select dJpdate my Infoéand select dkRemove Accountd Select the account from the drop-down
list and click Remove Account button.

16



Pmellas&
(ount

UTILITIES

& MYACCOUNT

Accounl Summary

B#ing & Usage

Payments

Update My Info
My Contact Informalion
Profée Information

Add Account

Remove Account

Pinellas County Utities / My Account / Remove Account

Account Details

Customer Name
Email Address

Mailing Address

Phone Number

Remove Account

Selected
Account

Service Address

Account Status

Select account to remove from your profile.

Removing an account will only remove your access 10 view this account onling. It will not stop services for your Pinellas
County Utilities (PCU) account To request a move out or turn off of services, please go 10 the Service Requests opbion in the

menu

Account

20. How can | view the details of the second account?

REMOVE ACCOUNT

Ans. The details of the second account can be viewed by selecting the account number
from the drop-down list on the Account Summary page.

Account Details
Cuslomer Hame
[Email Address
Malling Address

Phone Humber

Billing Summary

Prewviows Balance (billed on |

F. Service Orders

Selected Account
Service Addigss
Account Status

My Preferences

Billling Oplicns
A Paymeni Options

21. Is there an option to request a Move-Out from my online account?

100
100

1a0

g

vt Tiene

Ans. Yes, a move out request can be placed online at anytime it is available to you 24X7. However,
the request must be scheduled 24 business hours in advance as we do not offer same day service.

17



From the left menu option select &ervice Requestsd then select 6 Mo v e Se®igetdconfirm, and
update your information. Select the reason for move out, enter the closing date and write any
speci al c omme nt sCommoentsbh & v ee | idn atntde S b mi t .

We may need to ask questions or get clarification before processing your request. Please provide
a valid contact number where you can be reached.

22. Where can | place a Reconnection of Service request?

Ans. From the left menu option select &ervice Requestséand select 6 T u r rBen@ad Confirm
and update the contact information and provide the reconnection date. Update any special
comments in the Comments Field.

We may need to ask questions or get clarification before processing your request. Please provide
a valid contact number where you can be reached.

Please use this to request a "Turn-On" only if you previously disconnected your service temporarily
and wish to have your service reconnected. If your connection is disconnected due to nonpayment
or if there are any past due charges, contact Pinellas County Utilities Customer Service at 727-464-
4000.

18















